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DETAILED ACTION 
Claim Rejections - 35 USC § 102 

1 . The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by another filed 
in the United States before the invention by the applicant for patent or (2) a patent granted on an application for 
patent by another filed in the United States before the invention by the applicant for patent, except that an 
international application filed under the treaty defined in section 35 1(a) shall have the effects for purposes of this 
subsection of an application filed in the United States only if the international application designated the United 
States and was published under Article 21(2) of such treaty in the English language. 

2. Claims 1-22 rejected under 35 U.S.C. 102(e) as being anticipated by Blass, Patent 
#7,280,968. 

Regarding claims 1 and 20, Blass teaches a method and means(Fig.l) for call center 
dialog management, comprising: means for presenting a contact with a first call center dialog 
segment having a current call center dialog property (col. 7 lines 42-45 and col.8 lines 31-33); 
receiving from the contact a contact dialog segment(col.6 lines 27-29 and col.7 lines 23-34; 
received segment is "I vuld like to vly to Orrlatdo"); 

identifying a dialog property keyword within the contact dialog segment(col.6 lines 29-38; 
keyword is "vuld or vly or Orrlatdo"); 

replacing the current call center dialog property with a new call center dialog 

property in response to the dialog property keyword(col.6 lines 35-38; new dialog property is 

slower output property); and 

presenting a second call center dialog segment having the new call center 

dialog property to the contact(col.6 lines 33-38 and col.7 lines 23-32 and lines 50-60). 
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Regarding claim 2, Blass teaches the method of claim 1 : 
wherein the dialog property keyword indicates a dialog speed(col.6 lines 29-38; "Orrlado" 
indicates slower speed); and 

wherein replacing includes replacing a first dialog speed with a second dialog speed(col.6 lines 
33-38; replaced with a second slower speed). 

Regarding claim 3, Blass teaches a method of claim 1 : 
wherein the dialog property keywords indicates a dialog language(col.6 lines 29-38); and 
wherein replacing includes replacing a first dialog language with a second 
dialog language(coL5 lines 10-13 and col.6 lines 33-38; second dialog language is a more clear 
and slower language). 

Regarding claim 4, Blass teaches a method of claim 1 : 
wherein the dialog property keywords indicate a contact expertise level(col.6 lines 29-38; 
keywords indicate low contact level); and 

wherein replacing includes replacing a first contact expertise level with a 

second contact expertise level(col.6 lines 33-38; replaces a first level with a second clearer and 

slower level). 

Regarding claim 5, Blass teaches the method of claim 1, 
wherein the dialog property keywords indicates a contact help level(col.6 lines 29-38; keywords 
indicate that the contact needs help with dialog being adjusted); and 
wherein replacing includes replacing a first contact help level with a second 
contact help level(col.6 lines 33-38; replaces a first help level with an adjusted second help 
level). 
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Regarding claim 6, Blass teaches the method of claim 1, wherein replacing includes 
replacing a first pre-recorded call center dialog segment having the current call center dialog 
property with a second pre-recorded dialog segment having the new center dialog property (col. 6 
lines 33-38 and col.7 lines 50-60). 

Regarding claim 7, Blass teaches the method of claim 1 : 
wherein replacing includes adjusting a text-to-speech synthesizer from 
generating center dialog segments having the current call center dialog property toward 
generating center dialog segments having the new call center dialog property(coL6 lines 25-38 
and col.7 lines 23-32 and lines 46-60). 

Regarding claim 8, Blass teaches the method of claim 1 : 
wherein replacing includes adjusting a Voice-XML prosody tag from 
generating center dialog segments having the current call center dialog property toward 
generating center dialog segments having the new call center dialog property(col.6 lines 25-38 
and col.7 lines 23-32 and lines 46-60). 

Regarding claim 9, Blass teaches the method of claim 1; 
wherein replacing includes adjusting a digital signal processor time-scale 
modification(col.6 lines 25-38 and col.7 lines 23-32 and lines 46-60).. 

Regarding claim 10, Blass teaches the method of claim 1 : further comprising, 
generating a set of dialog metrics from the contact dialog segment; and comparing the set of 
dialog metrics against a set of dialog metric thresholds; and wherein replacing includes, 
replacing the current call center dialog property with a second new call center dialog property, if 
no dialog property keyword is identified and the generated dialog metrics vary from the first set 
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of thresholds by a first predetermined amount(col.5 lines 35-67 and col6 lines 25-38; Blass 
generates metrics from received dialog segments and compares to stored value thresholds so his 
system will know how to adjust the second dialog). 

Regarding claims 1 1, 17, 19, 21, Blass teaches a method, system (Fig.l), and computer- 
usable medium embodying computer program code for call center dialog management, 
comprising: means for presenting a contact with a first call center dialog segment having a 
current call center dialog property(Fig.l, col.7 lines 1-4); 
receiving from the contact a contact dialog segment(col.6 lines 25-38); 
identifying a dialog property keyword within the contact dialog segment(col.6 lines 29-38; 
keyword is "vuld or vly or Orrlatdo"); 

generating a set of dialog' metrics from the contact dialog segment(col.5 lines 50-67 and coL6 
lines 29-38); 

comparing the set of dialog metrics against a set of dialog metric thresholds^/. 5 lines 50-67 

and col. 6 lines 29-38; the keywords spoken is compared to stored set of metrics/phonemes to 

know that a low language proficiency level was resulted); 

replacing the current call center dialog property with a new call center dialog 

property, if the generated dialog metrics vary from the set of thresholds by a 

predetermined amount(coL5 lines 50-67 and col.6 lines 29-38); 

replacing the current call center dialog property with a second new call center dialog property, if 
no dialog property keyword is identified and the generated dialog metrics vary from the first set 
of thresholds by a first predetermined amountfa>/.5 lines 35-67 and col. 6 lines 25-38; Blass 
generates metrics from received dialog segments and compares to stored value thresholds so his 
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system will know how to adjust the second dialog); and 

presenting a second call center dialog segment having the new call center 

dialog property to the contact (col.6 lines 29-38). 

Regarding claim 12, Blass teaches the method of claim 1 1 wherein generating includes: 
totaling a number of times the contact was asked to respond to the first call 
center dialog segment(col.7 lines 44-45; total number can be one). 

Regarding claim 13, Blass teaches the method of claim 1 1 wherein generating includes: 
totaling a number of times the contact requested help(col.6 lines 29-38; "vuld like to vly" is 
requesting help once). 

Regarding claim 14, Blass teaches the method of claim 1 1 wherein generating includes: 
calculating how poor the contact's grammar is(col.6 lines 29-38). 

Regarding claim 15, Blass teaches the method of claim 1 1 wherein replacing includes: 
replacing a first dialog speed with a second dialog speed(col.6 lines 29-38). 

Regarding claim 16, Blass teaches the method of claim 1 1 wherein replacing includes: 
replacing a first dialog language with a second dialog language(col.6 lines 29-38; see above 
language claim). 

Regarding claim 18, Blass teaches the computer-usable medium embodying computer 
program code(Fig.l) for commanding a computer to effect call center dialog management, 
comprising: presenting a contact with a first call center dialog segment having a current 
call center dialog property (col. 7 lines 42-45 and col. 8 lines 31-33); 

receiving from the contact a contact dialog segment(col.6 lines 27-29 and col.7 lines 23-34; 
received segment is "I vuld like to vly to Orrlatdo"); 
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identifying a dialog property keyword within the contact dialog segment(coL6 lines 29-38; 
keyword is "vuld or vly or Orrlatdo"); 

replacing the current call center dialog property with a new call center dialog 

property in response to the dialog property keyword(col.6 lines 25-38; new dialog property is 

slower output property); and 

presenting a second call center dialog segment having the new call center 

dialog property to the contact(col.6 lines 33-38 and col.7 lines 23-32 and lines 50-60). 

Regarding claim 22, Blass teaches a system for call center dialog management, 
comprising: an interactive voice response module for presenting a contact with a first call center 
dialog segment having a current call center dialog property and receiving from the contact a 
contact dialog segment(130 Fig.l and coL3 line 64-col.4 line 10); 

a dialog analysis module for identifying a dialog property keyword within the contact dialog 
segment(135 and 140 Fig.l and col.6 lines 25-38); 

a dialog property controller for replacing the current call center dialog property with a new call 
center dialog property in response to the dialog property keyword(130, 135 and 140 Fig.l and 
col.6 lines 25-38); and 

wherein the interactive voice response module then presents a second call center dialog segment 
having the new call center dialog property to the contact(135 and 140 Fig.l and col.6 lines 25- 
38). Conclusion 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Joseph T. Phan whose telephone number is (571) 272-7544. The 
examiner can normally be reached on Mon-Fri 9am-6pm. 
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If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang can be reached on (571) 272-7547. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). If you would 
like assistance from a USPTO Customer Service Representative or access to the automated 
information system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 



JTP 

January 3, 2008 




